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Executive Summary
This report will be discussing the different points on hospitality and guest services and their related different points. It provides points on different topics of hotel standards, reputation management, and customer loyalty. Those topics include the points of the purpose of brand consistency standards, hotel management on their reputation, the importance of effective guest review management and the impact of negative reviews. The report will also discuss building and retaining customer loyalty (eg. Loyalty programs), and lastly, it will be providing suggestions and recommendations for the hotel regarding market trends. 
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Introduction
In every category and field of industry, management of the establishment, customer or the clients is essential to the operation of a business. The term “hospitality and guest service” refers to the management of treating and serving the customer or the guest in a friendly manner. The responsibilities of controlling, acquiring  and retaining customers ( and other related functions) are taken up by the hospitality and guest services of every organisation (Car, et al.,2019). There are many services to be functioned by the hospitality and guest service department of the organisation. Hotels mainly function for the fulfilment of the needs and requirements of the customer. This report will be discussing the brand consistency, standard purpose and analysing if all the hotels have the same standard. The most important thing is the organisations managing their brand's reputation, the importance of guest review management, and its negative review impact. It will also mention the hotels’ attempts to build and retain customer loyalty and its purpose. Lastly, the report will discuss the facing obstacles and recommendations of suggestions for the market trends of hotels.   



Hotel Brand Consistency Standards
The brand consistency standard refers to the reputation of the brand name of hotels or any kind of company organization. It states the standardization of the name of the hotels, or the company in the industries, as its brand or the brand name. Brand consistency measures the level of brand identity, values, and standards of the brand name, as time passes. The brand consistency standard depends upon the position of the company in the market competition (Solnet, et al.,2019). The position of the brands or the company depends upon the quality, value, worthiness, and satisfaction experienced by the users. The brand consistency standards’ purpose is crucial for the company, as it develops brand recognition and trust. Its objectives are to build a unique identity- having the unique identification of the brand gives pleasure to the company, as it differentiates the brand's name or the company, at a standard level, as well as expanding customer trust and consumers- everyone wants the best products/services and must be value for money to the customers. Good products measuring its quantity and quality, and value for money automatically make the expansion of its customers (Ali, et al., 2021). Hotel standards are maintained and established by hotels through the use of customer based rating platforms such as TripAdvisor, Yelp and more. Through the reviews given on these platforms, hotels can ensure the best guest experience possible and maintain a high standard for customer satisfaction. Furthermore, the use of star ratings is essential to conveying hotel standards to the customer, as clients may seek higher star rated hotels especially for their getaways.
Whilst all hotels do not have the same standards, different hotels have their own different concepts of functioning. Therefore, its standards depends upon the quality and quantity of their product/services.

Hotel Reputation Management
In the field of hospitality and guest services, hotels are one of the largest industries in hospitality and guest services. There is a big competition for individual hotels to compete among their competitors to put themselves on the top at a reputed level. To establish their hotel or brand name with a good reputation ground, hotels can effectively work on some of the new basic points: The management can accept the suggestions and feedback from the customers, as it can be a gateway to further communication and improvements. Setting up a new management system, fulfilling and maintaining improvements in the mistakes or unfulfilled stages and installing the new technology tools and methods that make the hotels put forward themselves as technology user rather than letting themselves behind (Rai. et al.,2019).  In cases such as the Ritz Carlton chain, reputation management is critical to the amount and type of customers they receive. The Ritz Carlton establishments are able to upsell their rooms and facilities due to their reputable, household name. Customers are inclined to book the brand due to the quality of service and experience the name offers, therefore signifying the importance of hotel reputation. As a result of this emphasis,  comments or feedback that may cause destruction and put a bad image in the hotel's brand name and reputation and increase the chances of profit loss.  Negative reviews may negatively impact hotel businesses as they may lead to bad perceptions of the brand, tougher competition from other surrounding hotels and decrease their profitability. Negative reviews impact customer loyalty, pushing clients to break trust in the brand or the company, which may lead to a decrease in the number of clients. If the number of clients decrease, it negatively affects the market revenue of the company or the hotel. 

[bookmark: _heading=h.3znysh7]Customer Loyalty
A person's behaviour, of repeating or choosing only one regular brand product/service even if the changes in the quality and quantity of the product/services, is known as customer loyalty. To build and retain customer loyalty, the hotel can consider loyalty programs such as beneficiation-based programs, brand-value-based programs, etc. (Hayri et al., 2022). The benefit-based program allows the clients to join or subscribe by paying the charges of amount to allow free services and facilities offered by the hotels. This in turn leads to free facilities for the customers. Brand value is another type of loyalty program used because it doesn’t offer the customer free or discount on facilities services, but instead, it is based on the value as quantity and quality of the product/services (Chakraborty, U., 2019). Respect for the loyalty of customers is a must, as the program focuses to create bottomless connections with the clients. The customer loyalty program aims at many points to cause in the hotel. The loyalty programs allow the hotel or the organisation to consume more information about the clients towards the hotel. If the client displays customer loyalty, it helps the hotel or the organisation management to know about the current situation and demands of the customer in the market (El-Said., 2020). 
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[bookmark: _heading=h.2et92p0]Marketing Trends and Obstacles in Hotel Management
Marketing is the main principle for the functioning of the business of every category industry. Marketing is a research method of surveying, inquiry, and observations that helps the understanding of the concept in the market (Perez-Aranda, et al.,2019). Market trends refer to an analysis report of the gone and ongoing situations and presiding marking of the certain brand or company and consumer-related data in the market. According to the market trends, recommendations for hotels are: setting up response feedback, as the hotels or the hotel management department can exceed on place, they are suggested to create a healthy relationship for the communication with the clients. While tasking the activities, if a sudden condition appears the hotel or the management needs to enforce an appropriate response at that time. Installing the telecommunication process- at this modern technological time, most clients prefer the recently growing work from home conditions. Installation and creation of internet and hotels’ own websites enables the benefit to both the hotel and clients directly through internet websites (Baek, et al., 2020). It helps the hotels to keep the connection and maintain communication with each other. 
	The competition level of hotels is increasing from day to day, therefore it is becoming very difficult for hotels to outshine their competitors, as the hotel industry is one of most growing sectors among other sectors. The greatest turnover in the hospitality industry was during the pandemic, due to the ever-changing demands of customers. In turn, this causes an improper routine for the service providers (Šerić,et al., 2019).  Every client needs experience and perfect services, but the management may not always be able to provide the perfect workers, causing dissatisfaction. 

[bookmark: _heading=h.3dy6vkm]Recommendations
According to the above report analysis, the recommendations that may be considered by hospitality and guest services for the betterment and development of the hotel business include taking measures to provide client demand and fulfilment. The clients always wants and expect quality customer care services, as the hospitality and guest services are the customer services providers of the hotel or the organisation. Because the client's demand is unsustainable, the demand keeps growing (Ahani, et al., 2019). Installing and creating an advanced website for better and faster communications between the clients and the hotel can lead to benefits for both the hotel company in market revenue and the satisfied facilities to the clients (Yu, 2020).







[bookmark: _heading=h.tyjcwt]Conclusion
After the above analysing of the report on hospitality and guest services, it can be suggested that hospitality and guest services are the management of the elementary responsible work for providing caretaker services to the clients. The report has mentioned the brand consistency standards and its purpose, effective hotels reputation and its effects and importance of guest reviews as well impact of negative reviews on the hotel's reputation. Lastly, hotels build and retain customer loyalty and purpose, suggesting recommendations for the hotels regarding market trends, and facing obstacles in business.
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